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I am sure that all reviews over the last year have 
mentioned the pandemic. It has been horrid on every level, 
but we have focussed our efforts and energy supporting 
our communities and deliver on what our tenants see 
as their priorities. As we head into the summer, we are 
planning an annual tenant event where it will be great 
to see you in person after two long-years of contact 
restrictions. We will update you with details of the event 
when it has been finalised and I am informed by my 
colleagues that previous events have been well attended 
and thoroughly enjoyed by our tenants.  

Like people around the world, I am saddened by the 
atrocities happening in Ukraine. The images are graphic in 
detail and remind us of the human suffering taking place. 
Our thoughts are with the people of Ukraine at this sad 
and volatile time.

For me one of the most amazing things about working in 
Bradford is its diverse communities and rich culture which 
has developed over many decades and makes the city an 
exciting and wonderful place to work.

Bradford is seen as a “City of Sanctuary” and over 
centuries has welcomed those seeking sanctuary from 
persecution and the city has been enriched by the culture 
and diversity from people from all over the world coming 
to settle in Bradford. 

MHA has a proud history of welcoming refugees and 
asylum seekers, and you may remember how we 
welcomed refugees from Syria fleeing the civil war 
by working in partnership with Horton Housing and 
welcoming them to place where they can feel safe and 
secure. We were pleased to be able to do this again in 2021 
for refugees arriving from Afghanistan.  

I was recently reading a fascinating article about Bradford 
Refugee History by Revd Geoff Reid. If you are interested 
to investigate how Bradford has been enriched by refugee 
history, please visit: bradford.cityofsanctuary.org
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I am delighted that MHA recently received two prestigious 
awards at the Northern Housing Awards. We won “Team 
of the Year” for our success in delivering Building 
Bridges Bradford, a pioneering venture devised to bolster 
community resilience and bring individuals and families 
from diverse backgrounds together through social action 
activities.  The project also supported those affected by 
COVID-19 including people experiencing mental health 
challenges, loss of income and isolation due to lockdown. 
 
MHA Tenant, Tenant Board Member and Chair of MHA’s 
Customer Panel, Cath Bacon, scooped up “Tenant of the 
Year” award which is a great acknowledgment to the 
hard work that Cath and the MHA Customer Panel do to 
scrutinise and help improve the services we deliver to our 
customers. 

We have recently retained our Customer Service 
Excellence accreditation after a rigorous independent 
inspection and achieved the highest possible Compliance 
Plus rating in 11 individual areas of our work. The 
Customer Service Excellence Standard is awarded to 
organisations deemed to have a “truly customer-focused 
culture.” 

In his final report the Assessor said of the organisation: -
“Manningham Housing Association has been a beacon of 
hope to many during the pandemic and is now emerging as a 
stronger, more dynamic, and adaptable organisation. Being 
a truly community based BAME housing association, MHA 
has created a range of additional services ensuring that the 
diverse and varied needs of communities are met. To a large 
extent the staff and the Board reflect the diversity of the 
communities which MHA serves, and the organisation is fully 
committed to working with partners to improve skills, create 
new employment opportunities and improve the quality of 
people’s lives.”
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Latest News Latest News

new Board Members new Starters
Meet our Meet our

Munir is a Chartered Accountant and 
a Chartered Tax Adviser with over 30 
years experience of working within 
internal and external audit functions 
of a variety of different organisations.

Munir started his career with KPMG 
where he spent 13 years in general 
practice specialising in external 
audit. During this time Munir 
managed a portfolio of clients across 
a diverse range of industries whilst 
obtaining professional qualifications 
and an MBA from Manchester 
Business School.

After leaving public practice Munir 
headed up the global internal 
audit function of a New York-listed 
public company. The focus of his 
role and that of his team was on 
ensuring compliance with Sarbanes 
Oxley legislation and undertaking 
compliance reviews across the 

company’s sites worldwide. Munir 
worked closely with the US-based 
Board of Directors and assisted 
them in their oversight role of the 
organisation and its management 
as the organisation underwent 
significant restructuring and 
transformational change driven 
by acquisition activity and organic 
growth. This was an international 
role requiring travel to different 
regions across the world including 
Asia, Europe, North and South 
America.

Currently, Munir specialises in 
providing consulting services to 
large blue-chip organisations to 
help strengthen internal controls 
over their financial and accounting 
systems. Client companies Munir 
currently works with are primarily 
UK and US publicly listed businesses.

Simon is a chartered accountant with over 25 
years of experience and is currently the director 
of special projects at Housing Solutions, a large 
housing association based in Berkshire.

In recent years Simon has worked with a 
number of housing associations, including 
Leeds Federated.

Prior to that Simon worked for many years as 
an associated director at large accountancy 
practices including Grant Thornton and BDO, 
working mainly from Leeds and London, 
specialising at various times in audit & 
accountancy, advisory & restructuring and 
fraud investigations together with secondments 
at the corporate turnaround division of Barclays 
Bank and leading a restructuring team in 
Jersey.

Simon has previously acted as a Town 
Councillor and School Governor in Horsforth, 
where he lives. In his spare time, Simon is a 
keen athlete, running for Leeds City AC on the 
road, track and cross country.

Inclusion, she went on to hold related job 
roles within the Commission for Racial 
Equality (a regulatory body, now part of 
the EHRC), followed by roles within Leeds 
City Council and then Calderdale Council, 
where she held the corporate strategic 
lead for equality, diversity, inclusion and 
community cohesion.

During her time in local government, 
Shazia enjoyed considerable success 
and notoriety for her innovative work 
and contribution to best practice in 
the ED&I field, including recognition 
from the equality regulator, and local 
government sector bodies such as Dialog 
(the equality arm of the Employers 
Organisation for Local Government) and 
the IDeA (Improvement & Development 
Agency for Local Government). During 

this time she also co-authored national 
guidance for the sector on implementing 
new equality legislation. Keen to build 
on this experience and use her expertise 
more widely across different sectors and 
organisations, Shazia subsequently moved 
into consultancy work.

Outside of work, Shazia has held a number 
of governance roles since her mid-20s. 
Most recently, she served on the board 
of the Unity Housing Association for 9 
years between 2009 and 2018, where she 
also sat on the Audit & Risk Committee, 
Operations Committee and chaired the HR 
& Governance Committee.  Prior to that, 
she held roles as a school governor on 
the boards of two Huddersfield schools 
and served as a trustee of a Huddersfield 
based charity.

Shazia joined the MHA board in 2022. Her 
professional background and expertise 
relate to the fields of Human Resources, 
Equality Diversity & Inclusion (ED&I) 
and Community Cohesion. Over the past 
25 years, Shazia has worked with the 
public sector, the private sector and the 
voluntary & community sectors in both 
employment and consultancy capacities 
and has substantial experience of working 
at senior and strategic levels. Her 
academic and professional qualifications 
include a law degree and a CIPD Diploma 
from the Chartered Institute of Personnel 
& Development.

Shazia commenced her career in the 
mid-1990s at Kirklees Council working in 
a generalist HR role. Having developed 
a strong interest in Equality Diversity & 

Shazia Khan 

Munir Ahmed Simon Ellis

Board Member

Board Member Board Member

Parth Naik

Salima Begum 

Eyaz Khan 
Community Engagement Officer

Customer Services Assistant

Estate Caretaker

Parth is from India (Gujarat). He recently graduated with 
a Masters in Information Technology from Leeds Beckett 
University.

He started working at Manningham housing association as a 
Community Engagement Officer. His hobbies are playing all 
kinds of sports, especially Cricket, Carrom and Badminton. He 
loves to travel by road and take lots of pictures along the way!    

Salima has 5 years of Customer Service and Administration experience within the financial sector and also a Business Diploma at 
Bradford College in 2008. She also graduated from The University of Bradford with an Accounting & Finance degree in 2011. 

Salima is a mother of 2 young children, she is very passionate about helping other families to provide a roof over their heads, as 
she believes all families deserve to live in a friendly and safe community.

Eyaz joined us recently. He has over 20 years of experience in 
maintenance and administration. He has a level 3 qualification 
in Administration and also holds PA 1 and PA 6 certificates. 
Eyaz’s hobbies include practising Taekwondo (first-degree 
Black belt), and spending time with his 3 kids and keeping 
show pigeons (They are Birmingham Rollers - they do 
acrobatics!).

Office Reopening

Our office had been closed to the public 
since March 2020 at the start of the 
pandemic and people visiting the office 
had been by appointment only. We have 
regularly reviewed this arrangement 
and considered re-opening each time 
government restrictions were either 
relaxed or lifted, but we took the decision 
not to until we were able to provide a full 
service in a safe environment and where 
visitors could receive the high standard of 
service, they expect of us.

After much consideration we believe the 
time is right to re-open we are delighted 
to inform you that our office reopened on 
Monday 21st March 2022.

As you will be aware our priority 
throughout the pandemic has been to 
ensure that our staff and customers enter 
in a safe environment and as such, we are 

asking those who have Covid symptoms or 
have been tested positive for Covid-19 to 
kindly refrain from attending the office.

For added safety you will notice a few 
changes to the office, mainly the screens 
that have been erected for the safety of 
staff and the public, and hand sanitizers 
that are available in the reception for 
people to use. 

As previously communicated, please 
remember that we no longer take cash 
payments at the office and that any 
payments be made using debit or Allpay 
cards. A debit card payment machine is 
available for customers at the office.

We are very happy to have re-opened the 
office as it provides us and our customers 
a sense of normality and we look forward 
to welcoming you.

Nabeela Naseem
Senior Customer Services Officer
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Customer Engagement Customer Panel Update

Customer 
Panel Update

Manningham Housing’s Customer Panel is running more 
effectively now than ever before as we now emerge from 
the Covid-19 Pandemic. 

Over the course of the year, we have discussed many 
issues and completed many actions as a group. These 
include: 

•	Community	Investment	Grants;	Voted	in	favour	of	two	
events – (Anchor Court Christmas Party & Red Holt 
Pocket Park).

•	The	rollout	phase	of	Manningham	Housing’s	Portal	and	
Chatbot Testing

•	Complaints	Learning	Forum	–	Scrutinising	and	
providing feedback in relation to several complaints. 

•	Consultation	on	Tenant	Satisfaction	Measures.	
•	Discussed	the	2022/23	rent	increases
•	MHA	Policy	Review
•	“You	Said	We	Did”	–	Where	Manningham	Housing	

Association shows off some of their actions where they 
have improved a certain aspect of a scheme. 

•	Reviewed	MHA’s	new	Hate	Crime	Policy	
•	Attended	a	Housing	Awards	Ceremony	in	London	in	

November last year. 

Over the course of the coming year, we will continue with 
our quarterly meetings where we will be able to have 
further inputs on new implementations and ideas. If you 
wish to join the Panel, please email: 
amar.khan@manninghamha.co.uk

Customer 
engagement 

Hello all! My name is Amar Khan, I am the new Customer 
Involvement & Engagement Officer at Manningham 
Housing Association. My role in the organisation is very 
diverse & no two days are ever the same!

I started working at Manningham Housing Association 
in July 2019 as a Customer Services Officer and quickly 
built a rapport with many of our tenants who I enjoyed 
working with. 

When the opportunity arose to become the new Customer 
Involvement & Engagement Officer, I did not hesitate 

to apply! I thought to myself “How could I miss an 
opportunity to ‘move up’ in the organisation that I enjoy 
working for?” 

I develop & maintain our Customer Panel & work closely 
with multiple departments within the organisation to 
ensure the needs are met by our customers. I would 
highly encourage our tenants to get themselves onto the 
Customer Panel where they can make a real difference 
to the way the organisation delivers by having an input 
on new projects and service proposals. I look forward to 
working with you all. 

Amar Khan
Customer Involvement & Engagement Officer

Cath Bacon
Customer Panel Chair 

how we protect 
your data

UK General Data Protection Regulations

Manningham Housing Association (MHA) prides itself 
on,taking care of its customers, which also includes 
taking care of customers data.

MHA, like all UK businesses, adheres to UK General Data 
Protection Regulations (UK GDPR), which in summary 
means our employees are accountable for the day-to-day 
responsibility of data protection.

Overseeing activities which involve handling personal 
data, is me! the MHA Data Privacy Manager. It is my duty 
to offer advice to colleagues and ensure procedures are 
followed when colleagues engage in an activity which 
involves handling personal data. I am also the first point 
of contact for customers who wish to write to MHA with a 
subject access request.

Plus, I, along with a team of MHA GDPR representatives, 
ensure MHA and its employees operate under the 7 data 
protection principles: 

•	Lawfulness,	fairness,	and	transparency
•	Purpose	limitation
•	Data	minimisation
•	Accuracy
•	Storage	limitation
•	Integrity	and	confidentiality	
•	Accountability

From time to time, we will make changes to policies, 
procedures, and notices, to align our data handling 
operations with UK GDPR, hence we always advise that 
you review our UK GDPR policy, Cookies notice and 
Privacy notices, which are available to read on the MHA 
website. 

Our most recent policy change has been to the Privacy 
notice	on	our	website;	there	are	no	changes	to	the	
content of the notice, however we have changed the way 
you will view the notice. The new layout will at a glance 
assist;	customers,	staff	and	customer	who	are	involved	
with a special project, understand how MHA might 
collect, use, store and share personal data.

For further information, questions, or queries on how 
MHA handles data you can reach me via the following 
email dpm@manninghamha.co.uk.

Emma Noble
Executive Assistant

Customer Panel Meeting, February 2022

National Housing Awards Ceremony, London, November 2021
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Manningham’s Services Customer Portal / Digital Services

Launch of Customer 
Portal/ digital Services

how to get involved
in Manningham’s services

What new digital services are you providing?

After a survey with you, we had tailored two new digital tools to improve our 
services. We are proud to have launched them this March: MyMha and Chatbot.

MyMHA	is	our	customer	portal	and	it	is	a	free	online	tool	for	our	tenants/
residents. Like online banking, it aims to make renting easy by putting the 
information about your rental property in one place and accessible whenever 
you	need	it,	24/7,	from	anywhere.	With	MyMha	you	can	pay	your	rent,	log	and	
follow up with a repair, manage your personal information and much more.

How to access it?

Access your login via www.mymha.manninghamhousing.co.uk or scan the QR

To create an account you will need the following: your tenancy reference number (which 
is located on your rent statement letter, for example), your national insurance number, 
surname, date of birth, postcode and email address. If you find this too hard, don’t worry! Just 
give us a call or email info@manninghamha.co.uk and we will set up the account for you.

Pay your rent Log a repair
Log a 
complaint

See your rent 
account

Manage your 
personal 
information

Follow-ups on 
repairs and 
complaints

Manage your 
documents

MHA events

Surveys and 
feedback

The chatbot is used to conduct an online chat conversation via text or text-to-speech. It can 
also eliminate long wait times for phone-based customer support, or even longer wait times 
for email, chat and web-based support because they are available immediately to any number 
of users at once. Furthermore, our chatbot allows live chat with our fantastic customer 
services team from Monday to Friday 9 am to 5 pm. Available on all MHA websites (see below).

At Manningham Housing Association (MHA) we 
believe in putting our customers at the heart of 
everything we do. Your voice is essential for the 
development of the services we provide.

The customer panel is a forum for MHA tenants 
to meet and share ideas on how to improve the 
services that we offer. The panel meet four times 
a year, this can be in person or online dependent 
on your own preferences. It is a great opportunity 
to let us know how we are doing as an organisation 
and where to improve - and to enjoy some delicious 
food together!

Gaining work experience that will help you 
develop new skills.
Learn more about out services.
Help to support your local community and 
people most in need.
Support MHA in improving services that 
matter to you and your community.
Meet new people, network, and share 
vibrant discussions.

Instant answers
Mapping 
information 
from the website

24/7 service
Multi- lingual
(160+ languages)

Live chat with 
staff (9-5)

Join the Customer Panel

the Benefits

For further information
Contact 01274 771144 or email us at
info@manninghamha.co.uk



Feedback Magazine Summer 2022 Feedback Magazine Summer 202210 11

Customer Portal / Digital Services Programme Update

Component 
Replacement 
Programme Update
We are pleased to let you know our Component Replacement Programme is going smoothly. We have upgraded our 
kitchens and carried out a full electrical re-wire at St Mary Magdalenes Close – we have completed a total of 22 flats so far!

As well as this, we have upgraded the bathrooms at Anchor Court and have so far completed 24 flats including 2 communal 
bathrooms and 2 communal toilets. 

We upgrade bathrooms approximately every 30 years and kitchens approximately every 20 years, windows approximately 
every 30 years. When your property is due for an upgrade, you will be notified in writing at least a few months in advance.

Below are some comments we have received from our residents!

See how other customers are finding the 
customer portal and chat functions:

Thank you Manningham 
Housing, we really 

appreciate this. – Resident 
at Anchor Court

Looks fancy and it is 
flawlessly perfect. 
Resident at Anchor 

Court

I love the new 
modern look – 

Resident at St Mary 
Magdalenes

Good, tidy and clean job! - 
Resident at Anchor Court

I am very happy with 
the look and finish - 
Resident at St Mary 

Magdalenes

Senior Maintenance Surveyor

Monuhar Ali

‘’I love MyMHA. It is really easy to use and you 
can ask just about every day to day question 
you may have. The bot uses AI to learn so it 
will only get better over time” Cath Bacon.

‘’The portal is very good and very easy to set up 
and use. It is ideal to keep an eye on your rent 
make sure they’re getting payments on time 
and check your account. It is ideal for report 

repairs and it saves on letters being sent out. It 
is about time Manningham housing association 

went digital with the service’’. CB

www.manninghamhousing.co.uk Manningham Main Website
www.mymha.manninghamhousing.co.uk MyMHA portal
www.mha.homeconnections.org.uk choice-based lettings website

FAQs 
Is it free?
Yes, both new services are free. You can use the chat and any 
external customer can too. Any current customer can use the 
portal by simply creating an account online.

What time do you have live chat available?
You can use the chatbot for instant answers, self-repair videos 
and	support	24/7	and	the	live	chat	with	the	customer	services	is	
available Monday to Friday from 9 am to 5 pm.

Who is answering the live chat?
It is answered by our fantastic customer services team you 
already know.

Does it have an app?
Both chat and portal can be accessed by any device (computer, 
phone, tablet) and browser. MyMHA, the customer portal, does 
not have an app but as it is a mobile-friendly website you can 
easily save it on your phone home screen and access it anytime. 
Join us for some workshops and we will be glad to help you.

What information do I need to register? Can you help me to 
create my account?
Anyone can use the chatbot without registering. For the customer 
portal, you will need the following:  your tenancy reference 
number (which is located on your rent statement letter, for 
example), your national insurance number, surname, date of 
birth, postcode and email address. If you find this too hard, don’t 
worry! Just give us a call or email info@manninghamha.co.uk and 
we will set up the account for you. 
Can I use the chatbot in my own preferred language?
Yes, the chatbot can be used in 160+ languages! If your preferred 
language uses a different keyboard you will need to have that 
installed on your phone or computer keyboard. You can also 
voice type.  
We would love your feedback:
We are really excited about this and hope that you are too! If you 
want any further information, send feedback or queries, please 
contact us at communications@manninghamha.co.uk

Do you need help?
Do you want to take part in a workshop to 
learn about these services? We are here to 
help you! 
Email communications@manninghamha.co.uk 
or call Amar on 01274 377244.

For me, technology is very important in the 
times that we live in. We all have a mobile 

phone and most things are now all over the 
internet. Getting this app it’s made things 
like reporting repairs, looking at our rent 

statement and making payments very easy. 
In the past, I’ve always thought twice about 

reporting a repair because you can often be on 
hold for a while. However, this has made it very 
easy and efficient as once you send the request 

you know someone will deal with it. This has 
made it much better than finding time to make 
a call. We all have busy lives and this has just 

made it very easy. It’s definitely something that 
is useful to me and I’m sure others will be of 
the same opinion when they find out about it!  

Nayim Rahman 

‘’When I volunteered to help with the new 
customer portal I couldn’t wait to see what 

changes there would be and if it was easier to 
use than the old website. I wasn’t disappointed. 

It has everything we need as tenants, from 
logging a repair to seeing your rent account, on 

one convenient hub rather than having to log 
into the main website and click on any links. 

I used the repair option a couple of weeks 
ago to report a leak from my bath, into my 

living room. I was able to attach photos of the 
problem and give a detailed description of it 
easily and was contacted the following day to 
confirm that it was logged on the system as 
urgent. Being able to attach photos was an 

absolute bonus.
All-in-all, this hub has been a long time 

coming and I for one am so pleased that I no 
longer have to ring the main switchboard, 

tell someone there what I need, and then be 
transferred to the repairs, have to explain 

again. All I need to do now is click a few boxes, 
add photos if possible and I’m done!’’ JP
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Health & Safety Adaptations

Health and Safety Compliance update for Feedback 

John Green
Health and Safety Compliance Manager

health and 
Safety Update 

We are about to start a busy year in terms of electrical safety, with 555 tests due this year.
This will be carried out by 3 contractors, starting in April.

MHA works on a 5 year electrical testing programme unless the house a new build and then it will be completed 10 years 
after the initial test.
If your property is due this year, you will be notified in advance and then an engineer will contact to make an exact 
appointment.

How you can help -
•		Allow	access	and	ensure	all	rooms	are	accessible	and	free	from	belongings/obstructions
•		Advise	us	as	early	as	possible	if	an	appointment	cannot	be	kept
•		Contact	us	immediately	if	you	receive	a	‘missed	appointment’	card
•		Keep	us	up	to	date	with	your	contact	details
•		Report	faults	to	us	as	soon	as	you	can

The regulations surrounding smoke alarms and CO detectors have recently 
changed. We have identified a number of properties where we need to install 
a number of additional detectors.
These will also be installed within the next financial year.

If your property is on the programme you will be contacted. Please allow us 
access to complete this important work. 
Please test existing smoke alarms on a regular basis and let us know if 
there are any faults with any detectors in your home.

We recently carried out our first fire door inspections across all of our 
blocks with communal areas. These surveys have identified a number of 
remedial works that are required. Again, these works will be carried out 
over	the	next	few	weeks/months.	Please	work	with	us	to	allow	these	to	be	
completed. In doing so your home will be as safe as possible.

MHA remains 100% complaint across the big 5 areas of compliance. Given 
the circumstances of the last 2 years this is a real achievement and a credit 
to staff and tenants alike.

Electrical Safety

CO alarms and smoke alarms

Fire doors

100% compliant 

Occupational therapist Referrals 
& adaptations
Are you struggling with day-to-day tasks such as getting into 
the bath or climbing stairs in your property? Did you know that 
Manningham Housing Association and Bradford Council might be 
able to help?

If you suffer from a medical condition which is making it 
more difficult to cope in your property, then help is available. 
Adaptations can be installed in your property to make your life 
easier. They can give you better freedom of movement into and 
around your house so that you can use essential facilities and 
continue to live in your property. Some examples of adaptations 
can include:

•	Removing	a	bath	out	and	installing	a	level	access	shower	–	
typically costs over £500 and will require a Disabled Facilities 
Grant.

•	Installing	a	stair-lift	or	through	floor	lift	to	help	you	access	
facilities on a different floor in your house – typically costs over 
£500 and will require a Disabled Facilities Grant.

•	Widening	doorways	and	putting	in	ramps	–	typically	costs	over	
£500 and will require a Disabled Facilities Grant.

•	Installing	handrails	to	help	you	get	in	or	out	of	the	bath	
– typically costs under £500 and can be completed by 
Manningham Housing Association within 20 days.

•	Replacing	twist	handles	to	lever	handles	on	taps	if	you	
suffer from arthritis – typically costs under £500 and can be 
completed by Manningham Housing Association within 20 days.

If you require an adaptation in your property, you must first 
have an assessment carried out by an Occupational Therapist 
(OT). You can do this by speaking with your GP who will make 
a referral to an Occupational Therapist on your behalf. You can 
also contact the Adaptations Team at Bradford Council directly 
on 01274 434520 or emailing CHPenquiries@bradford.gov.uk. 
Once an Occupational Therapist carries out an assessment 
at your property, they will send a request for the appropriate 
adaptation/s	to	Manningham	Housing	Association.

When the Association receives the request, a job will be raised to 
complete the recommended adaptation within 20 days, if the cost 
of the adaptation is under £500. 

Unfortunately, if the adaptation request costs over £500 then 
Manningham Housing Association will not be able to do the work 
and an application for funding will need to be made through the 
Disabled Facilities Grant. This may mean that the adaptation will 
take longer to complete.

Please contact our Customer Services Team or your 
Neighbourhood Officer on 01274 771144 if you want more 
information about this service.
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Your Neighbourhood Your Neighbourhood

Harry Manford

Alison Bray

Neighbourhoods Team Leader

Neighbourhood Officer

neighbourhood 
Services Up-date

Red holt Scheme 
Fun day

Major global events continued to shape the world we live in, with wide ranging effects felt by everyone including Manningham Housing Association. The 
Association continues to adapt to these changes and develop our own approach in response. On a number of occasions in the last year the Neighbourhood 
Team were at the front of delivering services which were directly impacted on by global events. Here are just a couple of examples how:

An Easter community event 
was arranged by the residents 
on Red Holt Crescent.  This 
was supported through the 
Community Initiative Grant 
(CIG),

Residents organised a fun day 
on 16th April on the Pocket 
Park with various Easter craft 
making activities such as 
archery, food and drinks which 
were also kindly arranged 
by Kelly Turner and Maxine 
Pearce who are residents at 
Red Holt Crescent.  Hazel 
Thompson from the All For 
Play Team gave us lots of ideas 
making Easter craft creations.    

The aim of the event was to 
bring the community together 
and an opportunity for the 
new residents to meet other 
residents in a fun and relaxed 
environment.

The sun was shining, and the 
children and adults had a 
fantastic day.

Summertime Garden Responsibilities:

Hope Housing Destitute Migrant Project:

With the warmer weather fast approaching there is no better time 
to remind everyone of what the good old British Summertime 
brings and how this can affect you, your household, and your 
garden! Here are a few things to consider:

•	 Bins	and	rubbish	disposal	–	Bins	can	get	smelly	in	warm	
weather, attracting flies. Managing your waste carefully can help 
prevent these problems. Wrapping food waste and bagging certain 
other waste will help keep your bins clean. Disposing waste 
properly in the appropriately assigned bin and not piling up rubbish 
outside will also help to prevent attracting pests. When your bins 
have been emptied, cleaning them out with appropriate products 
will help to avoid bad smells building up over time.

Many people from around the world come to the UK to live, work, study 
or join family. In particular many European migrants came to settle in 
the UK when it was still a part of the EU because of the free movement 
of people it allowed. They each had their own reasons for coming and 
brought their own hopes and visions of a better future for themselves. 
For some, those aspirations were realised, but unfortunately others were 
not so fortunate. 

Hope Housing is a charity working towards ending homelessness and 
rough sleeping in Bradford. They do so by providing a number of services 
to rough sleepers such as crisis management, advice, advocacy and 
supported housing.

As migrants have less secure rights in the UK, they are more vulnerable 
to becoming homeless. For them if they lose employment, they do not 
have the same rights to protection and access to welfare as a British 
national does. Following Brexit many European migrantshave been 
waiting for a decision from the Home Office as a result of the settlement 
scheme. 

Last summer at the Bradford Homeless Summit, Manningham Housing 
Association and Hope Housing connected. Hope Housing invited 
Manningham Housing Association to join a project they were undertaking. 
The project was to support destitute migrants who were living on the 
streets of Bradford. As Manningham Housing Association understood 
the plight of destitute migrants, we were eager to offer our support to 
Hope Housing. After proposals were agreed by our Board, the Association 
entered into a partnership with Hope Housing. The Association offered to 
lease a 2 bedroomed property at a peppercorn rent of £1 per year which 
Hope Housing could use as a supported unit for 2 of their service users. A 
provisional 1-year lease was signed in November of 2021, with the first of 
Hope Housing’s clients moving into the property at the end of November.

One person who has been living in the accommodation since then is 
Stefan. Stefan is from Slovakia and was trafficked into the U.K with a 
promise of a better life. He had to live in a basement and work long hours 
in a carwash. After 3 years he escaped his traffickers, however he was 
left without any ID documents and was now homeless. He was sleeping 
rough for 4 years before he came into contact with Hope Housing. 

•	 Cutting	grass,	hedges	&	plants	–	As	you	will	know	starting	from	
spring;	grass,	hedging	and	plants	in	your	garden	will	start	to	grow	
quicker. Please make sure that you carry out regular maintenance 
so that your lawn is kept tidy, hedges and plants do not become 
overgrown and encroach into your neighbour’s property or onto 
public footpaths. Keeping your garden in good condition is your 
responsibility!

•	 Keeping	gardens	tidy	-	With	more	items	in	the	garden	during	the	
summer, think about what may be at risk from severe weather. 
Garden furniture and even children’s toys and trampolines can 
fly around causing damage and potential harm and fences can 
become damaged too. Consider moving, tying down or storing 
things when strong winds or heavy rainfall is forecast.

He was then put into the temporary supported accommodation The 
Association had leased to Hope Housing. While he was there his support 
worker helped him with getting his I.D documents and his application 
to the EU Settlement Scheme. His support worker from Hope Housing 
also helped with general support such as registering with the doctors, 
food parcels, getting him a bank card, N.I Number and enrolling him into 
ESOL classes where his English has improved. 

As he has a safe place 
to stay Stefan’s mental 
health has improved. 
With the support from 
Hope Housing Stefan was 
able to secure a legal 
permanent job which he 
starts next week!

When asked about 
the support and 
accommodation he has 
received Stefan said 
‘Thank you so much 
for helping me with 
accommodation, it means 
I don’t need to sleep 
outside and be scared. 
Your kindness means a 
lot and I can’t thank you 
enough’ 

Manningham housing association 
answers Government’s Plea

Afghan Refugee Programme:
One of the many challenges the world faced last year was the withdrawal 
of forces from Afghanistan, resulting in a large-scale evacuation of 
foreign citizens and vulnerable Afghan citizens. According to reports, 
between the middle and end of August 2021, 15,000 people were 
evacuated to the UK from Afghanistan. 

Bradford City has a “City of Sanctuary Status” to welcome refugees and 
so appeals from the council were made to registered social housing 
providers to help those fleeing the crisis. Despite being one of the 
smaller social housing providers in Bradford, The Association humbly 
answered the call for support and committed to helping those in need 
through the Afghan Refugee Programme.

The settlement programme for Afghan refugees in Bradford is managed 
by Horton Housing. The Association agreed last year soon after the crisis 
unfolded, to offer 5 of our properties to Horton Housing. These properties 
would be used specifically to re-house Afghan families once they arrived 
in Bradford.

The Association is pleased to announce that we have now successfully 
handed over 5 properties to Horton Housing who have been working to 
find suitable Afghan Refugee families to reside there. 

Speaking about the partnership working since last year, Liam Howorth 
Property Sourcing Manager from Horton Housing said: “We have always 
had a great relationship with fellow association Manningham Housing, 
and it has been a pleasure working with them recently on the Afghan 
Relocations and Assistance Policy scheme. They answered the call 
immediately and committed to five homes, in which Afghan refugee 
families have now moved into and are beginning to rebuild their lives in 
the safety of the City of Sanctuary.”
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Mental Health Awareness Imagination Library

Nazneen Zafar
Mental Health Champion

Mental health 
awareness

Mental health awareness is important to everyone.  It 
helps us recognise that our psychological well-being 
is an important part of our own health, productivity and 
happiness.

Being aware of your overall health is important so that you 
can detect any symptoms and seek professional help when 
necessary. While everyone is familiar with the symptoms 
and treatment options for common illnesses like the flu, 
migraines, or and (most recently) covid 19, many people 
are unsure how to look after their mental health.
Raising mental health awareness can help you to 
understand your symptoms, find professional treatment, 
and, perhaps most importantly, break the mental health 
stigma that leaves so many people suffering in secret.

Approximately 1 in 4 people in the UK will experience 
a mental health problem each year in England. 1 in 6 
people report experiencing a common mental health 
problem as anxiety and depression in any given week. 
Mental health awareness is something that can help the 
millions of people who are impacted by mental health 
issues.

Raising mental health awareness helps people with 
mental illnesses understand that they are not alone in 
their struggles and that by getting treatment can make all 
the difference.
Some common metal health conditions include:
•	Depression
•	Anxiety
•	ADHD
•	OCD
•	Addiction	&	Substance	Abuse
•	Insomnia
•	Bipolar	disorder
•	Schizophrenia
•	Psychosis
•	PTSD

Many people who have mental health conditions aren’t 
sure how to cope with their symptoms and resort to 
unhealthy coping mechanisms to push away their 
emotional discomfort. As a result, you might also have an 
addiction to drugs or alcohol. Additionally, if you have one 
mental illness that goes untreated, you actually are at a 
greater risk for developing other disorders.

Mental health awareness makes all of this information 
available to you so that you can assess your own risks and 
find help for any conditions you might have.

Manningham Housing Association are currently the first 
Housing Association in the UK to run a pilot scheme called 
the Dolly Parton Imagination Library.

Yes, that’s right it is the original Dolly Parton. Dolly set 
up the first Imagination library in 1995 in her hometown 
in Tennessee.  Since then, the Dollywood foundation 
have sent out 100 million free books to the children 
worldwide.  The inspiration behind the imagination library 
was a tribute to her father, a smart and hard-working 
man who was unable to read or write. She felt that 
reading and imparting a love of books is one single most 
important thing we can do for our children. The books 
will also encourage our children to develop language, 
communication and cognitive skills.

The project is aimed at children under 5 years old. The 
project will provide the under 5’s 1 free book every month 
for a year, the book will be personally addressed to 
each individual child and carefully selected by a panel of 
experts in early childhood literacy and reading. If you are 
a MHA resident in Bradford 8 or 9 and are interested in 
registering your child who is under 5 then please contact 
Prafula or Amar at Manningham Housing Association.

MHA Staff member Yusuf Nawaz with one of our 
young tenants!

Understand your symptoms: 
Mental health awareness is helpful in getting you to 
understand your symptoms, some signs to look out for 
include: Changes in sleep patterns, loss of appetite, 
turning to drugs or alcohol in moments of distress, 
suicidal thoughts

Stigma:
More importantly mental health awareness helps break 
the stigma of mental health disorders. It does not mean 
that you are “crazy”.  In actual fact mental health disorders 
impact millions of people who need care and support to 
help towards recovery.

If you are suffering with your mental health reach out to 
friends, family, your GP, professional services, charities, or 
whoever you feel comfortable speaking to for support, this 
can include a staff member of MHA!

Mental Health
is.. isn't..
Important
Something everyone has
Intrinsically linked to 
(& probably inseparable 
from) physical health
On a continuum
Worth making time for
Part of being a human
Something we need to 
look after
Positive & negative
Changeable
Complex
Real

A sign of weakness
Shameful
All in your mind
Always something negative
Something you decide to have
Something to think about only 
when it feels broken
An interchangeable term with 
mental illness
Feeling good all the time
Something you can snap out of
Fixed
Fake news

dolly Parton’s 
Imagination 
Library

Neighbourhood Officer

Prafula Parsotam
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Food Bank Complaint Handling

Food Bank
Manningham Housing Association are working closely 
with Foodbank Central who are based at The Jubilee 
Centre Jermyn Street Bradford BD1 4EJ. Due to the 
recent increase in food prices and the fuel hike, people are 
thinking weather to “EAT OR HEAT”. 

The Foodbank is providing support for families and single 
people who are struggling provide food on the table.

In addition, Foodbank has recently launched a new service 
call “Renew 23”.  This project is to reduce social isolation 
and address mental health by providing safe space where 
it is Okay not to be Okay.

If you feel you are struggling in this current climate, please 
contact Manningham Housing Association, have a chat 
with your Neighbourhood Officer or the Income Team, who 
can provide you with a food voucher which can be taken 
down to the Foodbank.  

If you wish to donate any food you can bring it down to 
Manningham Housing Association who will deliver it down 
to the Foodbank.

The services the Foodbank central are providing:

1. Non- perishable food parcels 
2. Hot meals at the centre
3. Drop-in centre for coffee and a chat
4. Agencies who could provide debt advice
5. They also provide a delivery service if for 

medical reasons they cannot get to the centre
6. The Foodbank also endeavours to provide 

foods that are age appropriate and in suitable 
quantities for children, they also offer nappies  
and baby food

7. Foodbank will adapt food parcels to any dietary 
requirements -  ie Halal, vegetarian etc

Key areas in the code

•	Universal	definition	of	a	complaint
•	Providing	easy	access	to	the	complaints	

procedure and ensuring residents are aware of 
it, including their right to access the Housing 
Ombudsman Service

•	The	structure	of	the	complaint’s	procedure	
- only two stages necessary and clear 
timeframes set out for responses

•	Ensuring	fairness	in	complaint	handling	with	a	
resident-focused process

•	Taking	action	to	put	things	right	and	
appropriate remedies

•	Creating	a	positive	complaint	handling	culture	
through continuous learning and improvement

•	Demonstrating	learning	in	annual	reports
•	Annual	self-assessment	against	the	Code.

the housing 
Ombudsman 
Complaint 
handling Code 
Strengthened

Head of Housing Services 

Nadim Khaliq

You may recall in last year’s summer feedback magazines 
we publicised the Housing Ombudsman new Complaints 
Handling Code.  This code enables landlords to resolve 
complaints raised by their customers quickly and 
to use the learning from complaints to drive service 
improvements. It sets out good practice for the sector that 
will allow landlords to respond to complaints effectively 
and fairly.  

One year on the Housing Ombudsman has reviewed 
its ‘Complaints Handling Code’ and has strengthened 
provisions to support a more positive complaint handling 
culture. The updated changes to the code take affect from 
1 April 2022 and landlords have until 1 October 2022 to 
become compliant.

I’m pleased to report that we have started to work on the 
self-assessment against the code and will be compliant well 
before the 1 October. Once completed we will publish the 
self-assessment on our website for our customers to read.



Feedback Magazine Summer 2022 Feedback Magazine Summer 202220 21

Complaint Handling Google Review

how will we handle 
your complaint?

When we receive a complaint, we will:

•	Let	you	know	within	two	working	days	that	we	have	
received it.

•	Tell	you	the	name	of	the	person	who	is	dealing	
with the matter.

•	Contact	you	to	discuss	your	complaint	within	3	
working days of the complaint being received 

•	Write	to	you	within	ten	working	days	of	the	
complaint being received to explain our findings. 
We will also tell you what action we will take if any. 

Manningham Housing 
Association holds a 4.3-star 
rating on Google, which is 
ahead of many local and 
bigger housing associations, 
thanks to you.

A pop-up titled “Rate and 
Review” will show up on 
your screen. Leave a star 
rating, a description, and a 
photo (the description and 
photo are optional).

Google has eliminated the ability for customers to leave anonymous Google reviews, but you are able to leave a 
review on Google Maps without a Google account.

Not only do reviews matter in terms of increasing our visibility, but it also gives us honest feedback on how we are 
performing. We take this into consideration as a means to improve our services resulting in happier customers, 
and more positive reviews.

Use the QR code:

If you are unhappy with the outcome of stage 1 you should 
let us know within twenty working days and your complaint 
will be dealt with by a Complaint Panel. 

We will:

• Set up a Complaints Panel meeting within twenty working days 
of your request to appeal the outcome of stage one. The Panel 
will consist of two customers that are members of the Customer 
Panel and normally the Director of Operations unless he or she 
has had any involvement in the matter in which case another 
member of the executive team will take his or her place.

•	Advice	you	about	the	Complaints	Panel.	In	some	cases,	we	will	
ask complainants to submit a summary of their complaint. 

•	Give	you	the	chance,	at	the	Panel	to	present	your	case	you	can	
bring an advocate, such as a relative along with you. We only ask 
that any advocate is not acting in a legal capacity. The Panel will 
hear the case and ask you questions. 

•	Advise	you	within	5	working	days	of	the	Panel	of	our	decisions,	
subject to any further investigation being required.

If you remain dissatisfied following our 
internal two stage process you can contact 
the Housing Ombudsman service if you 
want to take your complaint further. 

The Ombudsman is an independent 
organisation which deals with disputes 
between tenants, service users and their 
landlords, they would expect you to have 
followed the two stages in our complaints 
procedures before contacting them.

The Housing Ombudsman address is: 

Housing Ombudsman Service 
PO BOX 152
Liverpool 
L33 7PW 

Telephone : 0300 111 3000
(Lines open Monday- Friday from 9:15 to 17:15)
Email: info@housing-ombudsman.org.uk

Google Review

Stage 1 

Stage 2 

Why not give a Google Review?

Can you write a review without a Google account? 

Why is that important to us?

Rate MHA’s services:
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Money Matters Money Matters

Mansha Khan
Income Team Leader 

Income team 
Update

We understand that the cost of living crises is a real 
concern from many families up and down the country. 
Many families are having to make a choice between 
heating and eating. 

The team are well aware how it has been for many of our 
families and as always are here to help and support the 
best we can. If you are finding it difficult to make ends 
meet. If you are suffering financial difficulties please 
contact the Income Team. 

We can offer you support to help you maintain your rent 
account in order and help in claiming any benefits to which 
you may be entitled to via our dedicated Benefit Support 
Officer. 

There are many ways we can assist you such as helping 
you apply for Discretionary Housing Payment from 
the local authority. Or you can apply direct online. 
Discretionary Housing Payments | Bradford Council

Fraud affects every organisation in 
the private and public sector and it is 
estimated that over 52 billion is lost 
from the UK each year due to Fraud.

You can report social housing tenancy fraud online:
Hotline: 01274 437511
Email: reportfraud@bradford.gov.uk

Discretionary Housing Payments are additional payments 
to help with rent or housing costs.

You must be in receipt of either Housing Benefit or the 
Housing Element of Universal Credit to be eligible.

•	Rent	shortfalls
•	Rent	arrears
•	Rent	deposit,	bond,	or	rent	in	advance
•	Other	eligible	housing	costs

The council will make a discretionary decision based on 
you and your household’s income, savings and expenditure 
and your reason for needing this help. The amount you 
receive will also depend on how much you already receive in 
Housing Benefit or the Housing Element of Universal Credit. 

Please contact the Income Team on 01274 771144 
for any assistance.

The cost-of-living crisis has started to place increasing 
financial pressures on struggling households. There has 
been a sharp rise in the cost of everyday goods and services 
and the forecast for the short-term at least, is worrying. The 
national inflation rate is currently at 7%, and more than treble 
the rate of the government target of 2%. 

Petrol and diesel prices are at record highs due to greater 
demands because of changing weather patterns and 
international crisis affecting major global energy suppliers. 
As the world economy recovers from the covid-19 pandemic, 
there is a higher consumer demand for goods and services, 
increasing agricultural and supply chain costs in the UK - 
partly due to Brexit –resulting in increasing prices at the 
checkouts.

The biggest worry for the already struggling households 
is the increase in the energy price cap, which has seen an 
increase of 54% (£693) to the average household bill for gas 
and electric. According to market experts, this is forecasted 
to increase further, when the new energy price cap is set in 
October.

Tip: Contact your energy supplier to discuss your payment 
plans if you are struggling to keep up with making your 
payments	and/or	find	out	if	they	have	a	hardship	fund	scheme.

What is a Discretionary Housing 
Payment?

Sub-letting Fraud

Discretionary Housing Payments 
can be used to help with:

How much can I get?

This normally relates to a Bradford 
resident who is a tenant of a social 
Housing property who:
•	Sublets	or	parts	with	the	possession	
  of the property
•	Ceases	to	occupy	the	property	as	their	only	or		 	

 principal home
•	Provides	false	information	to	gain
•	You	can	report	social	housing	tenancy	fraud	online

Rising Cost 
of Living Welfare Benefits & Financial Support Officer

Faisal Khan

Check your eligibility for the Warm Home Discount, a 
one-off £150 discount on your electricity bill, if your energy 
provider is part of the scheme. Applications for the WHD 
open from around late summer each year, so check out 
your energy supplier’s website for more details closer to 
the time.

British Gas customers can apply for grants up to £750 to 
help clear energy debt between £250 – £1000. 

To be eligible for the grant, the following criteria applies:
•	Have	electricity/gas	debt	between	£250	and	£1000
•	To	clear	outstanding	debt	on	a	current	gas,	electricity,	

or dual-fuel account 
•	Do	not	have	savings	above	£1,000
•	Proof	of	all	household	income	
•	Meter	readings	for	your	gas	and	electricity

The British Gas Energy Support Fund 

Warm Home Discount Scheme 

(British Gas customers only)

•	You	may	be	eligible	for	Council	Tax	Reduction	/	Single	
Person Discount. For more information visit www.
bradford.gov.uk and visit the Housing Benefit and Council 
Tax Reduction page.

•	Households	liable	for	Council	Tax	in	Bands	A-D	in	
England will receive a £150 Council Tax Rebate during 
2022.

•	The	Household	Support	Fund	continues	from	April	2022	
to support households with the cost of essentials such as 
food, clothing, and utilities.

•	Yorkshire	Water	support	schemes	–	call		0345	1	299	299	
or	visit	www.yorkshirewater.com/help	paying	your	bill.

Other grants and support available
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Money Matters Retrofit Hub

FoodSavers Network is a new partnership project between 
Bradford District Credit Union (BDCU) and Inn Churches, 
which aims to reduce dependency on foodbanks and 
allows easier access to BDCU services. 

The scheme gives access to pick your own fresh fruit and 
vegetables as well as store cupboard produce at hugely 
discounted prices, whilst at the same time beginning to 
build a regular savings pattern of £1 for each visit with the 
Credit Union.

This pilot project is funded by Bradford Council and open 
to all Bradford District residents.

FoodSavers Network outlets can be found at the following 
venues: 

1) BD1 City Centre - Shaw House 
(Wednesday & Thursday 10am - 2pm)

2) BD4 Bierly Community Centre 
(New outlet opening)

2) BD4 Tyersall - Sutton Centre 
(Wednesday 9.30am -2.30pm)

3) BD5 West Bowling - Shine St Stephens 
(Tuesday 12 Noon - 1.30pm)

4) BD6 St Matthews Church (Thursday 12 Noon - 1.30pm)

5) BD8 Girlington - St Martins (Thursday 10.30am - 1pm)

6) BD9 Manningham - St Phillips (Tuesday 10.30 - 1pm)

7) BD15 Allerton - Café West (Monday - Friday 9am - 4pm)

8) BD21 Keighley - Good Food Keighley 
(Monday, Wednesday, Thursday & Friday 10am - 1pm)

Further details and a video about the scheme are available 
at	www.innchurches.co.uk/foodsavers

National Insurance is a tax that counts towards 
entitlement to the NHS, state benefits and pension. It is 
payable by all employees until state pension age.

How much you pay will be determined by which class 
(category) of National Insurance you come under. 
There are four classes of National Insurance:
•	Class	1	–	paid	by	employees	and	employers	–	13.5%	with	

earnings between £190 - £967 per week
•	Class	2	–	paid	if	you	are	self-employed	–	fixed	rate	of	

£3.15 per week
•	Class	3	–	a	voluntary	contribution	to	fill	any	missing	gaps	

to meet 35 ye ars of NI contributions, with the aim of 
qualifying for full state pension entitlement

•	Class	4	–	if	you	are	self-employed	and	have	profits	over	
£9,880 per year

From April 2022, National insurance rate temporarily 
increased from 12% to 13.5% for weekly earnings above 
£190 (£9,880 per year) to try and help the NHS and social 
care system.

However, from July 2022 the government has increased 
the National Insurance threshold to £242 a week (£12,570 
per year) in line with the Income Tax threshold. This 
means, there is no National Insurance (and Income Tax) 
payable on weekly earnings below £242.

As a result of the combined changes in National Insurance 
contributions, anyone earning less than £34,000 per year 
will	be	paying	less	National	Insurance	in	2022/23	than	last	
year, and those earning above £34,000 will be paying more.

Changes in National Insurance Contributions explained

FoodSavers Scheme

Retrofit hub
Project Officer, 
West Yorkshire Combined Authority

Ariba Rashid

The Retrofit Hub wants to engage with local householders 
in Manningham and Toller Ward to understand how much 
energy	each	house	uses,	and	how	easy/hard	it	is	to	keep	
homes warm and comfortable. 

As Manningham and Toller have a high number of older 
uninsulated properties, we want to provide free whole 
house comprehensive energy surveys to at least 100 
properties to help understand what retrofit measures are 
needed to help reduce heat loss from your homes and 
what improvements are needed to take place to make your 
properties healthier, more affordable and more energy 
efficient and ultimately to save you money.

Retrofit means improvements that are made to a home to 
make it warmer and cheaper to run. These improvements 
can be external (outside the property) such as installing 
of	double/triple	glazed	windows	and	internal	(inside	the	
property) changes such as installing a new heating system 
or insulation to keep warm air in a room. Most retrofit 
measures could result in savings being made on energy 
bills.	As	part	of	this	scheme,	residents/Homeowners	
will be provided with a free survey and a plan of what 
improvements can be made to their homes that can help 
reduce the cost of fuel bills and reduce carbon emissions. 
In addition to this, householders will also be provided 
with free advice on immediate everyday changes they can 
make to help make their homes warmer.

The Retrofit Hub scheme will also be providing free online 
interactive resources on careers that tackle climate 
change in in your area. Making homes warmer and using 
clean energy is just the start and in future, you could be 
helping people reduce waste, save energy or change to 
electric vehicles.

We will also be delivering a free study module to provide 
adult learners with the skills needed to work in the 
growing green sector which includes jobs in retrofitting 
buildings, sustainability, energy efficiency and much 
more. The free training will upskill people to consider 
the question “If we were retrofitting a house to improve 
its efficiency, what would we recommend is done to it?” 
and will cover considerations around loft, cavity wall 
and	external	insulation,	draught	proofing	and	double/
secondary glazing. 

The training will also cover the advantages of using 
environmentally friendly appliances and equipment 
e.g., condensing boilers, solar panels, programable 
thermostat/thermostatic	radiator	valves	and	the	merits	of	
energy efficient appliances.

Learners will be able to conduct a survey to identify 
priority areas using target Energy Performance 
Certificates (EPC) and plan work in a logical method to 
prevent the waste of materials and labour.

This training will provide learners with sought-after 
qualifications within the fast growing retrofit sector and 
support participants to enter the workforce or progress 
within their current role. This module will be taught in 
June over a period of 5 days, and will also include some 
training and guidance on soft employment skills such as 
project management, communications, and provide you 
with careers guidance. Enrolment onto this course is free 
and will only be available until June 2022.

If you are interested and would like further information, 
please contact the following:

•	Free	whole	house	comprehensive	energy	survey	–	MHA
•	Online	Resources	on	Green	Skills	and	Jobs	(these	will	

remain available after June 2022) – FutureGoals
•	Free	adult	entry	level	courses	-	FutureGoals	courses
•	TrustMark	-	A	guide	to	Retrofitting	your	home
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Hate Crime Alliance Hate Crime Alliance

Frazer Ormondroyd 
BHCA Hate Crime Co-ordinator

Bradford hate 
Crime alliance

Hate crime has received quite a lot of press recently, 
both good and bad and for a variety of reasons. Take for 
example the debate over whether misogyny should be 
regarded as a hate crime, the narrative surrounding the 
transgender community, or the discussion over whether 
we should even have hate crime legislation in the first 
place. Some people see the protection it provides as a 
threat to freedom of speech, even though hate crime 
legislation protects everyone on some level. Something 
many people don’t realise is that we can ALL be the 
victim of a hate crime. More on that later, but there’s a 
lot to talk about and everyone seems to have an opinion 
on it, one way or the other! 

If you search the term “hate crime” on twitter for 
example, you will find many posts bandying the phrase 
around to describe anything they are potentially offended 
by or to label any slur that has been aimed at them, 
regardless of the true motivation behind it. So, let’s 
start	by	clearing	up	the	true	definition;	a	hate	crime	is	
an offence committed against somebody because of 
their identity – essentially who they are – and the person 
committing that crime must be proven to have a hostility 
for, and prejudice against the victim because of that 
identity. It’s all about perception. If you perceive that you 
have been targeted because of your identity, then that 
may mean you have been the victim of a hate crime. But 
perception works both ways and that means that anyone 
could be a victim of a hate crime, as the perpetrator will 
target someone because they perceive that person to 
be of a particular race, or religion or sexual orientation, 
even if that is not actually the case. 

To be the victim of a crime because you were in the 
wrong place at the wrong time is bad enough and could 
have a severe impact on that person’s mental, as well as 
physical health.  But to be specifically targeted because 
of who you are? The impact of that runs so much deeper 
because we cannot change who we are. But it’s not only 
the victims who suffer in the case of hate crimes, their 

hear people talking about hate crimes and hate incidents 
and wonder what the difference is between the two. 
Hate incidents can be events that may still be motivated 
by hostility and prejudice but do not qualify as a crime.    
Sometimes, serious offences such as harassment may 
be made up of a series of incidents which on their own 
would not be regarded as a crime, but as a series of 
incidents against one person, they become a crime. But 
whether it is classed as a hate crime or a hate incident, 
the most important thing is to report it and there are lots 
of ways in which we can help you do that.

Bradford Hate Crime Alliance was established in 2007 
in response to a growing need for third party hate crime 
reporting centres across the Bradford District, a need 
that was first identified by the MacPherson Report which 
investigated the handling of the murder of Stephen 
Lawrence in 1993. Hate crime legislation came about 
because of that report which recognised the necessity 
for some crimes to be regarded differently because of 
the motivation behind them, as well as the need for third 
party reporting centres where victims and witnesses 
can get help and support to report such crimes without 
having to deal with the police. These reporting centres 
continue to provide the opportunity for people to report 
hate crimes in a safe, trusting, and non-judgemental 
environment on their own terms. We recognise the 
challenges that face victims of hate crime, one of the 
biggest being the confidence and bravery needed to 
come forward and report it. As such, our aim is to not 
only support and co-ordinate the response of our 24 
reporting centres and pathways, but to provide support to 
victims directly, all while raising awareness of hate crime 
across communities, promoting understanding of each 
other,	and	working	jointly	with	our	strategic	partners;	
West Yorkshire Police, Bradford Council, Victim Support 
and Restorative Justice, to eliminate hate crime in our 
district.

But why report it? We hear so often from people who 
don’t	want	to	report	for	many	reasons;	because	they	
don’t trust the police, or they don’t think anything 
will be done, sometimes they don’t think anyone will 
believe them, and many are afraid of making the 
situation worse….so it goes on. Bradford Hate Crime 
Alliance empathises with and understands every one of 
these reasons so, we will work with victims to try and 
overcome those fears and doubts, focusing on why not 
reporting cannot be an option. When you do nothing, the 
perpetrator is free to carry on unchallenged and the next 
victim may be a friend, family member or neighbour. By 
reporting, there is a chance that the perpetrator will be 
prosecuted, and you can prevent similar crimes being 
committed against others. Plus, if you don’t report then 
it is difficult to prove the true extent of hate crime being 
committed in the community. When speaking with those 
communities, we know the true extent is far greater than 
the statistics show, and we know so many people don’t 
report hate crimes. By reporting, even if nothing else 

communities do too. A group of people who personally 
identify with a hate crime victim will often feel the same 
anxiety, anger, fear and in some cases, shame, that 
the victim themselves can feel. That in turn can lead 
to communities withdrawing from society and avoiding 
other communities. It can promote mistrust and lead to 
isolation. Hate crimes can divide us and they perpetuate 
hatred, mistrust, and prejudice, which means that a hate 
crime is a crime against ALL of us because we are ALL 
a part of our local and wider community and of society. 
Any action taken to damage that society is an action that 
damages us all. 

Quite often, we hear that people aren’t worried about 
hate crime because they don’t believe it applies to them. 
This belief can also result in others seeing hate crime 
legislation as unfair, because they believe that they are 
not protected to the same degree as other communities 
or members of society. The Equality and Diversity Act 
of 2010 lists nine different characteristics that are 
protected by the law. Currently, five of these protected 
characteristics are seen as needing protection against 
hate crime. These are race and ethnicity, religious 
belief, sexual orientation, disability, and transgender 
identity, and it is important to remember that we are ALL 
included in some of these characteristics. For example, 
they protect against hostility and prejudice towards all 
races, all religious beliefs (including being an atheist or 
agnostic), and all sexual orientations. 

What does a hate crime look like? There is no definitive 
answer to this, but typically, these crimes could include 
verbal and physical abuse, offensive graffiti, damage to 
property, harassment, and online abuse. Often, you might 

comes of it, that report will become data and if that data 
can provide a true reflection of how serious an issue hate 
crime really is, then we can better advocate for change. 
At the end of the day, it’s good to be a statistic! 

We are always on the lookout for new ways to make 
reporting hate crime as accessible as possible and 
because of this, Bradford Hate Crime Alliance are about 
to launch a brand-new web app entitled ‘Listen Bradford’ 
that you can install on your mobile phone and will make 
reporting hate crime easier than ever before. Once that 
happens, all our working partners will be notified so we 
can get the message out to people as soon as possible, 
so stay tuned! 

Housing associations play a vital role in helping us tackle 
hate crime, and Bradford Hate Crime Alliance are very 
pleased that Manningham Housing Association continue 
to be one of our most pro-active reporting centres. 
Recently they undertook a programme of reporting 
centre training for over 20 of their staff, demonstrating 
a comprehensive commitment to their role as a hate 
crime reporting centre. Our working relationship aims 
to ensure that if you are a victim of hate crime then you 
will be fully supported. You can report a hate crime in 
a variety of ways including at Manningham Housing 
Associations offices or here at Bradford Hate Crime 
Alliance. Alternatively, you can access our online 
reporting form via our website at 
www.bradfordhatecrimealliance.com or call 
0800 169 1664 to report a crime to us, or 101 to report 
directly to the police. And don’t forget the Listen Bradford 
web application which will be launched soon. But the 
most important thing is to report it. We guarantee that 
you will be heard, and you will be believed. We are 
listening! 



Feedback Magazine Summer 202228

MHA Direct Contacts

Get in touch
Customer Services:

01274 771144

neighbourhood Officers:

Harry Manford 

01274 377216
Nazneen Zafar 

01274 377221
Prafula Parsotam 

01274 377214

Alison Bray 

01274 377222

Yusuf Nawaz 

01274 377226

Customer Involvement 
and Engagement Officer
Amar Khan 

01274 377244

Maintenance Surveyors:
Monuhar Ali 

01274 377266

Beverley Longfield 

01274 377207

Imdaad Miah 

01274 377258

Manningham housing association
Bank House, 30 Manor Row, Bradford, BD1 4QE

www.manninghamhousing.co.uk | Main Telephone: 01274 771144

Income team:
Mansha Khan 

01274 377206

Zahid Hafajee 

01274 377239

Ambia Khatoon 

01274 377213

Faisal Khan 

01274 377215 

For Gas leaks 
Call: Northern Gas 
Networks on 
0800 111999

To Report Non-Emergencies 
or Anti-Social Behaviour 
Call: Police on 101

Blocked Drains 
Call: Yorkshire Water on 
08451 24 24 24 

Benefit Enquiry Line 
Call: 0800 88 22 00

Pension Credits: 
Call: 0800 991 234

Winter Fuel Payment Helpline 
(for people over 60): 
Call: 08459 15 15 15

Tax Credit Helpline 
Call: 0845 300 3900

Child Benefit 
Call: 0845 302 1444

Free Debt Management Advice 
www.payplan.com 
Call: Pay Plan’s Helpline on 
0800 280 2816

Bedroom Tax calculator 
www.entitledtofortenants.co.uk

For vulnerable adults: 
Adult Protection Unit on 
Call: 01274 431077

For vulnerable children: 
Children’s Social Care Initial 
Contact Point on 
Call: 01274 437500 
(8.30am - 5.00pm Monday to Thursday, 
4.30pm on Friday)

At all other times, please call 
Social Services Emergency 
Duty Team 01274 431010


